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ANNEXURE 4 : SERVICE DELIVERY STANDARDS 


EASTERN CAPE: NDLAMBE MUNICIPALITY (EC105) - Schedule of Service Delivery Standards Table 2017/2018 


Deweription 
Stardend 


Solld Waste Removal 

Pramice based removal (Reeldenilal Frequency) 
Premise based removal (Business Frequency) 

Bulk Removal (Frequency) 

Remove! Bags povided{Yea/No) 

Sanden refiee removal Included {Yes/No} 

Stree: Claaning Frequency In CBD 

Street Ceaning Frequency in are a excluding CAD 
How seen ane public arene cleaned after events (24hours/dBhouradonger} 
Claa"ng of Hegel dumping (24houra/48houra/onger) 
Roy ding or emvdiranmental y friendly preatioes(Yea/No} 
Licersed landfill altalYea/No} 


Water Service 

Water Qualky raling (BlueGreenErown/NG drop) 

fe free water avaliable to all? tAilfonly to the Indigent consumers) 

Freqzency of meter rading? (per month, per year) 

Are eailmated consumption cviculabed on ectusl consumpiion oye (wo month'sfhres month'sfenger period) 
On average fey how long dees the muniipelty ues eetimetes before reverting baok to antvel readings? (montha) 


Sera‘ion (hours) before availability of water is restored in cases of service Mierrupfion feompiete the sub quesiions} 
One eervice connection affected (number of houre} 
Lip to § service connection affected (number of hours) 
Up bo 20 service connecton affected (number of ours) 
Feeder pipe temper than 640mm (number of hours) 
What fs the average minimum water flow In your municipality? 
De you prectios any environmental or soare nasouros probection activilies ee part of your operations? {YeaNo) 
How leng dove il take lc replace faulty water meters? (dayve} 
De yeu have a cathodic protection aysten in place ihad ir opavational at this stage? fY’ealNo) 


Eloctrichty Service 

What @ your aleckiaty avallabilly percentage on average per month? 

Ge your municipality haws 2 ripple control In place that is operetional? {Yec/No) 

How much do you estimate Is the nest saving in ulllizing the ripate control nysten? 

Wied 's the frequency af meta being read? [per month, per year) 

On average for how long dees the municipality use eetinates belon reverting back fo actos! readings? (montis) 
Duration before availabilty of electricity ls restored in cases of breskages (immodiaislyone daytwo deyafonger) 
Are accounts nomally cakadated on actual readings? (Yes/na} 

Deo you praclice any environmental or ecarce pesource protection activities as part of your oparatone? (Yas/No} 
Hew ng does Kt ieke fo replace faulty moter? (days) 

Oo you have m plan to prevent illegal connections and prevention of slechtolly theft? (Yes/No) 

Ho iifective it the action plan in curbing tine lowes? (GoodEad) 

Hew spon does the muntoipality provide a quotation fo a customer upon a weitten nequeel? (days) 

How leng dosa the municipality takes to provide slectictty service where axieling infrastructure can ba weed? (working days} 


How long deas the muniapaliy takes fo provide ofc sricity service for ow vokags users where network extension je not required? {working days) 


How Icng dees the municipelity takes fo provide electricity service for high vofiage users where network extension is not required? (working days) 


Sewerage Service 
Are your purification system effective enough fo put water back in bb the system after purification? 
To whet extend do you eUbaldize your indigent conauiners? 
How lang does it take to restore sewarege breakages on average 
Severe averflaw? (hours) 
Sewer booked pipes: Large pipes (Houra} 
Saver blocked plpel: Small pipes? (Hours) 
Splitage clean-up? (hours) 
Replacement of manhole covers? [Houre} 


Road infrastructure Services 

Time taken fo repair a aingle pothole on a mejor road? (Hours) 

Time taloan to repair a single pothole on 6 minor road? (Hours) 

Time teken to repalr a reed folowing an open franch services crossing? {Hours} 
Tine taken to ronair walkwaye? (Hows] 


Property valuations 
Hon long soos t take-on avenge irom complelion to the first account being k-ued? (one monthithres months or janger) 


Do you have any special nating propertian? (Yes/No} 


Financial Management 

le there any change in the eltuation of uneuthorieed and wasteful expenditure over Emme? (De cresse/incraase) 

Are the financial statement outsources? {YeaNo} 

Are there Council adopted bualness process striciving the flow and managemet of documentation feeding in Tal Belaince? 


m017/2018 


Plus Crop 
Onty inedigenia 

Monthly 

Averages based on pasi 6 montis 

fanmage only if ecerss to oreket is neziiclet 


{25mm HOPE) 45 minules 

(Glin P¥C} af feast 2 hours 

(7Ereu pc) 2 and ha up to 2 hours 

(350raw) cn the PUG pipe it takes attest 8 hours 
Pak ddralical 2 trey 

Ng 

Buck meter: 10 day” Ranidential 4 days 

Kio 


Yaa 

1 MEGA WATT 

Monlhly 

Avyereges based on pact 6 monihe 
Aywreg) only if aceaas fo refer le remtricied 


Witten 24 hours 

Lem: then € hours 

Within 1 hour 

Wilhin 30 rinules 

Averege 1 month dus to procurement proce cures 


Tame half hour 

2 ond helf hour 

18 Hours 

§ hours bul depenc) cn damage 


Howtong does & taka for an Taxfinvales io be pald from the date & hes been recotved? au Legh Yeon abe tnctietithy boca 
moter eaeeTance Plannhy from SCM unit inking a8 departmental plans queterly and anrusly Iohaiing For te ret two bo threes years 
ares ae Rely en eames 


Acnindatration 
Reaction time on anquiri’a and requests? 


Dose the muniipatiy have oonmol over looked enquites? (¥e:/No} 
le Shere & reduction in the number of comptaints ar net? (Yq3/No} 


Fowiong dows i take fo open an account to» new customer? (1 day! 2 day! « wel or longer} 1 iy 
Tenens meatnge fT LTMt CAs Let snd Technice! unt atta rovinisand rpcive SCM procees dale ether hen nord rani 
Community safely and Iconsing services . 

How long does it tale to register @ vehicle? (minutes) deal 


Hew lang does i inka bo renew a vahicle Hesnes? (minutes) 
Foor lang does X tae to laaue # duptente ragietition certificate vehicle? (minutes) a> 


How lone dows Alaks to de-regieler a vehicle? (minutes) Shas: 
How long dose i take t: ranewa drivers Kounae? {minutan) She 
Sen 


What ia the average resection tina of the fire servita to en Inchiont? (minutes) 
nihat a the average reaction rns of the embulenoe eervics tb an incident inthe urban area? (minutee) Oe 
What tha average reocton tine of the ambulance service i an incklont inthe rural area? (irs) hein 


Ecomone dovelsemant 
How many oonomic development projects does tha municipality drive? 


What percentage of the projects heve opeatad sualaineble job security? 
Doee the municipabty have any incentive plaue in place in create an conduoive errironmyent for econamic devalupmant? (YeulNa) 


Other Service delivery and communication 

fs 2 information package handed to the new cLsiomner? (Yee/No) 

Dae the muricipalty have taining or information sessiane ty ivform the community? (YeeiNo) 
Are customers treated in # professional and humanly manner? (Yew) 


